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I. INTRODUCTION 

 
Pursuant to the Administrative Commissioner’s Ruling and Scoping Memo issued March 

30, 2007 and subsequent Ruling issued April 12, 2007 seeking comments on R. 02-12-004, 

Citizens Telecommunications Company of California Inc. d/b/a Frontier Communications of 

California (U 1024 C) (“Frontier”) provides these comments.  It is appropriate for the 

Commission to examine service quality rules under General Order 133-B (G.O. 133-B) in light 

of today’s environment of the Uniform Regulatory Framework and competition among providers 

of telecommunications services. At the outset, Frontier believes that G.O.133-B rules are not 

needed in a competitive environment and that the Commission should seriously consider 

elimination, or at a minimum, reduction of service quality requirements for competitive 

providers.  Frontier believes that the Commission could review existing FCC ARMIS reports to 

monitor company-specific service quality.  However, if the Commission determines that an 

additional level of review is still required, Frontier supports the use of third party customer 

satisfaction surveys.  
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II. RESPONSES TO QUESTIONS POSED IN RULING AND SCOPING MEMO 
 

Below are Frontier’s responses to the four (4) specific topics raised in the March 30, 2007 

Ruling.  Certain portions of the questions and issues raised in the March 30th Ruling are included 

for reference. 

Topic # 1:  “Annual customer satisfaction surveys for all wireline and wireless services. If so, 
should the surveys focus on installation, repair and answering time or are there other relevant 
metrics that should be included? Should the surveys follow the ARMIS format for wireline 
carriers or should surveys be developed for wireline and wireless carriers? If surveys are 
developed, what questions should be included? Should the requirement to complete customer 
satisfaction surveys have a threshold determined by access lines and/or active numbers? How 
should the surveys be conducted? How should carriers transmit data to Commission staff for 
publishing on the Commission’s website?” 

  
Frontier’s Comments:  Frontier supports the elimination of G.O. 133-B service quality 

requirements and the use of FCC ARMIS reports already prepared by LECS as the replacement 

service quality reporting requirement applicable to all carriers.  The ARMIS reports contain 

significant information that the Commission may utilize to monitor service quality.  To the 

extent the Commission requires additional service quality data beyond the ARMIS reports, 

Frontier supports the concept of customer satisfaction surveys to monitor the quality of service 

offered by all wireline and wireless carriers.  The customer satisfaction survey should be well 

prepared, market based, cost effective, performed and analyzed objectively, and applied 

consistently. While Frontier believes that a neutral third party should conduct the surveys, 

Frontier supports the use of workshops to allow input by carriers and other parties to develop 

surveys that are used for all telecommunications consumers.  In addition, if a service quality 

customer satisfaction survey is implemented then the survey should be combined with other 

surveys (such as in the URF Phase II docket R. 05-04-005) the Commission may have or is 

contemplating in other proceedings.  
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Topic # 2: “URF service quality monitoring of existing California specific ARMIS and MCOT 
measures. Should non-URF ILECs have the same reporting requirement? Should CLECs have 
the same reporting requirement? Should the Commission continue to monitor service quality 
under the MCOT requirements?” 

  
Frontier’s Comments:  As noted above, Frontier does not support increased service quality 

reporting and monitoring requirements and encourages the Commission to utilize existing 

ARMIS reports to monitor service quality.  In addition, to the extent the Commission moves to a 

third party survey approach then it should be applied to all carriers offering service in 

California.   

 
Topic # 3:  “Service quality monitoring of major service interruptions or California-specific 
downtime under ARMIS. Should all LECs report service quality interruptions in the same 
manner?”  

 
Frontier’s Comments:  Currently, California carriers are subject to major service interruption 

(MSI) reporting based on the Commission’s guidelines issued in 1977.  As part of its annual 

Eligible Telecommunications Certification (ETC) filing with the Commission, Frontier also 

complies with the service interruption requirements set forth by the FCC 05-46 Report and Order 

adopted on February 25, 2005.  Frontier supports continued reporting of MSIs in order to meet 

existing ETC requirements but believes it would be beneficial for the Commission to adopt the 

FCC standards for state reporting. This approach eliminates the need for carriers to monitor and 

report MSIs under two different standards.  Furthermore, the existing Commission guidelines are 

based on an obscure 1977 memorandum, as opposed to a formal general order, decision or 

ruling. MSI reporting should be equally applicable to all carriers. 

 
Topic # 4: “Elimination or continuation of existing company-specific or California-specific 
measures and/or reports. Should whether the measures or reports provide consumers or 
the Commission with relevant information on the performance of a carrier govern whether 
measures and/or reports should be continued or eliminated? Explain your reasons for eliminating 
or continuing each measure and/or report.   
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Frontier’s Comments: All existing General Order 133-B requirements should be eliminated.  

The existing consumer protection measures provide a means for the Commission to determine if 

service problems exist. Further, existing FCC ARMIS reports provide service level statistics that 

the Commission may utilize to monitor service quality.   Continuation of the General Order 133-

B requirements reporting is duplicative and not necessary. In a competitive environment, carriers 

like Frontier must provide high quality service to compete.  Consequently, the market and not 

regulatory requirements acts as the means for carriers to strive for high service quality.   

III. CONCLUSION 
 
 Frontier supports the elimination of the existing General Order 133-B service quality 

requirements and is open to further consideration of customer satisfaction surveys to replace the 

existing service quality standards and reporting requirements. In light of the competition in 

communications, the combination of using existing FCC ARMIS reports and customer 

satisfaction surveys will provide the Commission with sufficient information to monitor service 

quality in California.  
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Dated May 14, 2007 
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D/B/A FRONTIER COMMUNICATIONS OF CALIFORNIA 
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Associate General Counsel    Manager, Government & External Affairs 
2378 Wilshire Blvd.     9260 E. Stockton Blvd. 
Mound, Minnesota  55364    Elk Grove, California  95624 
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Facsimile:  (952) 491-5577      Facsimile:  916-686-3569 
E-mail:  ksaville@czn.com    E-mail:  cborn@czn.com 
 
 
Aloa Stevens 
Director, Government & External Affairs 
P.O. Box 708970 
Sandy, Utah  84070-8970 
Telephone:  801-944-3396 
Facsimile:  801-943-0269 
E-mail:  astevens@czn.com 



 7

CERTIFICATE OF SERVICE  
 
I, Barbara Matson, hereby certify that on this day I served a copy of the COMMENTS of 
 

CITIZENS TELECOMMUNICATIONS COMPANY OF CALIFORNIA INC.,  
D/B/A FRONTIER COMMUNICATIONS OF CALIFORNIA 
 

to all parties on the CPUC’s service list for R. 02-12-004.  I true and correct Adobe Acrobat PDF 

copy was E-mailed to those parties on the service list who provided an E-mail address.  For those 

parties who have not provided the Commission an electronic address, paper copies were 

provided via U.S. Mail.   

Dated at Mound, Minnesota, this 14th day of May 2007. 

      

     Barbara Matson 
     Citizens Communications 
     2378 Wilshire Blvd. 
     Mound, Minnesota  55364 
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E-MAIL SERVICE LIST  R. 02-12-004 
 
charka@nclc.org mschreiber@cwclaw.com pucservice@dralegal.org 
barbalex@ctel.net deyoung@caltel.org jthierio@pacwest.com 
william_mosca@cable.comcast.com sleeper@steefel.com jthierio@pacwest.com 
laura.holloway@nextel.com suzannetoller@dwt.com cborn@czn.com 
terrance.spann@hqda.army.mil ens@loens.com spedersen@usa.net 
channon@aarp.org John_Gutierrez@cable.comcast.com mcf@calcomwebsite.com 
jpfaff01@sprintspectrum.com anitataffrice@earthlink.net Susan.Lipper@T-Mobile.com 
ann.johnson@verizon.com Douglas.Garrett@cox.com Adam.Sherr@qwest.com 
john.sisemore@att.com Jose.Jimenez@Cox.com aisar@millerisar.com 
Katherine.mudge@covad.com ashm@telepacific.com jsp@cpuc.ca.gov 
rex.knowles@xo.com grs@calcable.org wit@cpuc.ca.gov 
alp@msk.com lmb@wblaw.net dgp@cpuc.ca.gov 
lbiddle@ferrisbritton.com ll@calcable.org dsa@cpuc.ca.gov 
mshames@ucan.org esprague@pacwest.com man@cpuc.ca.gov 
litkin@cricketcommunications.com gayatri@jbsenergy.com fua@cpuc.ca.gov 
mdjoseph@adamsbroadwell.com ldelacruz@aarp.org jlg@cpuc.ca.gov 
bfinkelstein@turn.org cindy.manheim@cingular.com jml@cpuc.ca.gov 
cmailloux@turn.org rspangler@snavely-king.com knr@cpuc.ca.gov 
elaine.duncan@verizon.com Bill.Wallace@VerizonWireless.com ljw@cpuc.ca.gov 
rcosta@turn.org mflood@harriswiltshire.com lsy@cpuc.ca.gov 
rudy.reyes@verizon.com mike.romano@level3.com rs1@cpuc.ca.gov 
bnusbaum@turn.org kevin.saville@frontiercorp.com hey@cpuc.ca.gov 
chh@cpuc.ca.gov latkinso@covad.com sbs@cpuc.ca.gov 
jjz@cpuc.ca.gov marjorie.herlth@qwest.com jwh@cpuc.ca.gov 
mlm@cpuc.ca.gov aloa.stevens@frontiercorp.com  
sjy@cpuc.ca.gov christina.tusan@doj.ca.gov  
KSRITCHEY@JONESDAY.COM pam@consumerwatchdog.org  
rdeutsch@sidley.com jacque.lopez@verizon.com  
steve.bowen@bowenlawgroup.com esther.northrup@cox.com  
david.discher@att.com michael.bagley1@verizonwireless.com  
gregory.castle@att.com michael.bagley1@verizonwireless.com  
jparker@wafs.com rodr@cnmnetwork.com  
mwand@mofo.com mmulkey@arrival.com  
stephen.h.kukta@sprint.com jan.hewitt@att.com  
thomas.selhorst@att.com ono@att.com  
jwmctarnaghan@duanemorris.com yvette.hogue@att.com  
glenn@stoverlaw.net info@tobiaslo.com  
pcasciato@sbcglobal.net david@simpsonpartners.com  
ckomail@pacbell.net mday@gmssr.com  
dbosco@hklaw.com sbeatty@cwclaw.com  
jim@tobinlaw.us judypau@dwt.com  
smalllecs@cwclaw.com katienelson@dwt.com  
jclark@goodinmacbride.com ts2942@camail.sbc.com  
jwiedman@goodinmacbride.com kristin.jacobson@nextel.com  
mp@calcable.org   
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SERVICE LIST  R. 02-12-004 
(U.S. Mail) 
 
 

  

Mark Asby 
Cingular Wireless 
5565 Glenridge Connector 
Suite 1700 
Atlanta, Georgia  30342 
 

Agnes NG 
AT&T Communications of CA  
525 Market Street 
20th Floor 4 
San Francisco, CA  94105 
 

 

Michael Manchester 
1749 10th Street, No. 1 
Santa Monica, CA  90404 
 
 

Andrea Johnson 
AT&T Communications of CA 
525 Market Street 
Suite 1944 
San Francisco, CA  94105 
 

 

Alejandro Jimemez 
AT&T Mobility 
12900 Park Plaza Drive 
Tustin, CA  90703 
 

Luis Arteaga 
Latino Issues Forum 
160 Pine Street 
Suite 700 
San Francisco, CA  94111 
 

 

M. Estela Lara 
Centro La Familia Advocacy 
Services 
2014 Tulare Street, Suite 711 
Fresno, CA  93721 
 
 

  

 
 

 


